Complaint Tracking for MS (06/01/2006-05/31/2007). Total Customer Contacts: 4

:fn Nature of Complaint Date of Resolution Explanation of Resolution
Caller reported that CA yelled at the beginning of the call, "You're Apologized for the inconvemence and told her the repc
the 3rd person | spoke to and I'm trying to get this person some sent to the call center supervisor. Follow up requested
7 help." The cailler is the supervisor at a community college 04/17/07 agent by that number at the center. Agent with that nu
switchboard, so the call was given to her to handle. At the end of employment a month ago. Closing ticket. Trainer cont:
the call she requested the CA’s name or ID number, customer with inquiry results on 4/24/07.
Explained why o xxx would show up and explained
. . - can't back space o comrect a word. The caller underst
¥ rCaHet was not happy with agent typing abilities. 11/25/06 Discussed speliing issues with agent. He stated that h
o to correct any mistakes as required.
Apolagized, offered to submit credit request, which cu
6 MS Voice user complained he continues to be billed by Sprint when 09107106 frefused. No contact wanted. Opened Trouble Ticket. 1
Bell South is selected for his carrier. did not accept the offer for the credit. The customer di
any contact information.
Apologized and explained | will be sure to inform the &
MS TTY user complained agent didn't follow instructions to leave a ig?;::oéof:g;"mramlg "e‘i::s::t d?g r:?ts r'::\l;?r-ls
6 message for son to call back on second line to a voice #, causing 06/28/06 ) 'th ag

confusion

stated she always follows the customer's request. Coz
on following the customer’s request and keeping the ¢
linformed.




Complaint Tracking for MS (06/01/2006-05/31/2007). Total Customer Contacts: 4

- =

Nature of Complaint

Date of Resolution

Explanation of Resolution

Caller reported that CA yelled at the beginning of the call, “You're
the 3rd person | spoke to and I'm trying to get this person some
help.” The caller is the supervisor at a community college
switchboard, so the call was given to her to handle. At the end of

the call she requested the CA’'s name or ID number

04/17/07

Apologized for the inconvenience and told her the repc
sent to the call center supervisor. Follow up requested
agent by that number at the center Agent with that nu
employment a month ago. Closing ticket Tramner conte
customer with inquiry results on 4/24/07.

Caller was not happy with agent typing abilities.

11/25/08

|

Explained why xx¢x oox would show up and explained tt
can't back space ta correct a word. The caller understc
Discussed spelling issues with agent. He stated that hi
xxx to correct any mistakes as required.

Bell South is selected for his camer.

MS Voice user complained he continues to be billed by Sprint when

09/07/06

Apologized, offered to submit credit request, which cus
refused. No contact wanted. Opened Trouble Ticket. T
did not accept the offer for the credit. The customer dic
any contact information.

8

confusion.

MS TTY user complained agent didn't foliow instructions to leave a
message for son to call back on second line to a voice #, causing

06/28/06

pologized and explained | will be sure to inform the a
supervisor for follow up with the agent on this issue. Ci
not want contact. Met with agent who did not remembe
stated she always follows the customer's request. Coa
on following the customer’s request and keeping the ci
informed.




Complaint Tracking for MS (06/01/2006-05/31/2007). Total Customer Contacts: 4

Nature of Complaint

Date of Resolution

Explanation of Resolution

7

he call she requested the CA's name or iD number.

Caller reported that CA yelled at the beginning of the call, "You're
the 3rd person | spoke to and I'm trying to get this person some
help." The caller is the supervisor at a community college
'switchboard, so the call was given to her to handle. At the end of

04/17/Q7

Apologized for the inconvenience and told her the repc
sent to the call center supervisor. Follow up requested
agent by that number at the center Agent with that nus
employment a month ago. Closing ticket. Trainer conte
customer with inquiry results on 4/24/07.

)6

JCa!Ier was not happy with agent typing abilities.

11/25/06

Explained why s 3o would show up and explained tr
can't back space to correct a word. The caller understc
Discussed speiling issues with agent. He stated that hi
xxx to correct any mistakes as required.

Bell South is selected for his carrier.

MS Voice user complained he continues to be billed by Sprint when

09/07/06

IApologized, offered to submit credit request, which cus
refused. No contact wanted. Opened Trouble Ticket. T
did not accept the offer for the credit. The customer di
any contact information.

)6

confusion.

MS TTY user complained agent didn't follow instructions to leave a
message for son to call back on second line to a voice #, causing

06/28/06

pologized and explained | will be sure to inform the a
supervisor for follow up with the agent on this issue. C
not want contact. Met with agent who did not remembe
stated she always follows the customer's request. Coa
on following the customer's request and keeping the c
informed.




Complaint Tracking for MS (06/01/2006-05/31/2007). Total Customer Contacts: 4

rof .
laint Nature of Complaint Date of Resolution Explanation of Resolution
Calier reported that CA yefled at the beginning of the call. “You're pologized for the inconvenience and toid her the rej
the 3rd person | spoke to and I'm trying to get this person some sent to the call center supervisor Follow up requeste
07 help." The caller is the supervisor at a community college 04/17/07 agent by that number at the center. Agent with that n
switchboard, so the call was given to her to handle At the end of employment a month ago. Ciosing ticket. Trainer con
the call she requested the CA's name or ID number. customer with inquiry resulits on 4/24/07.
Explained why »0¢ xxx would show up and explained
. . e can't back space to correct a word. The caller unders
/ H | lities. 5 ; o )
06 Caller was not happy with agent typing abilities 11/25/06 Discussed spelling issues with agent. He stated that
xxx to correct any mistakes as required.
Apologized, offered to submit credit reguest, which ci
106 HMS Voice user complained he continues to be billed by Sprint when 09/07/06 refused. No contact wanted Opened Trouble Ticket.
Bell South is selected for his carrier. did not accept the offer for the credit. The customer ¢
any contact information.
pologized and explained | will be sure to inform the
‘MS TTY user complained agent didn't follow instructions to leave a ':;‘: 3’::30(;(:::;0:“;;‘) mﬂ; thitaﬁﬁgt d?: ::ts r‘:;'":"]:
/06 message for son to call back on second line to a voice #, causing 06/28/06 cl- wih age

confusion.

stated she always follows the customer’s request. Co
on following the customer's request and keeping the .
informed.
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Mississippi Public Service Commission JUN 27 2008
/;\x‘f“ Fard N"’“""m\
f g k) FCC Mail Room
LEONARD L. BENTZ, Chairman j* LYNN CARLISLE
BII OXI - SECOND DISTRICT ,;," SENIOR ATTORNEY
LYNN POSEY, Vice-Chairman JOEL BENNETT, DR
UNION CHURCH - FIRST DISTRICT g FINANCE & PERSONNEL
BRANDON PRESLEY, Commissioner BRIAN U. RAY MARK McCARVER, pir
NETTLETON - THIRD DISTRICT EXECUTIVE SECRETARY GAS PIPELINE SAFETY

(601)961-5400

June 25, 2008

Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" St., SW/Room TW-B204
Washington, DC 20554

Re:; TRS 55-02
Mississippi Complaint Log Summary
CG Docket 03-123

Dear Ms. Dortch:

Pursuant to FCC rules regarding Telecommunications Relay Service, please find for
review the following:

1. Annual Complaint Log from June 1, 2007 through May 31, 2008
2. Report with total complaints by category.

A CD-Rom and four copies are enclosed as required. We are pleased to report that the
Mississippi Public Service Commission did not directly receive any complaints regarding
relay service in Mississippi this past year. Should you need additional information, please
let me know.

Respectfully submitted,

et

an U. Ray, Executi cretary
Mississippi Public Service Commission

Cc:  Arlene Alexander, Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12" St., SW/Room 3-C408
Washington, DC 20554

No. or Cowes soat w@___.-__.
Lizt ABGDE

501 N WEST STREET, SUITE 201-A, JACKSON MISSISSIPR! 38201
P O BOX 1174 JACKSON, MISSISSIPP! 39215-1174
FAX (601) 961-5468
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Complaint Tracking for MS (06/01/2007-05/31/2008). Total Customer Contacts: 6

Nature of Complaint

Date of Resolution

12/112/07

TTY user upset because when trying to call Social Security,
wants to know "Why agent hung up while | was typing, very
important busitness?” Customer does want TTY contact from
Program Manager.

12112107

Customer Service apologized and told customer that
agent's supervisor would be told of the problem. Agent
does not remember the call but stated it could be due to
technical difficulties. Supervisor explained to the agent that
if she is having technical difficulties on a call, to immediately
get a supervisor to fill out a trouble ticket so the problem
can be researched and resolved.

10129/07

VCO customer unable to reach MS Relay via 711 or VCO
800 dedicated line. Customer's husband has contacted LEC
who advised there was no problem. VCO customer relies on
her only means of using telephone to communicate.
Customer requests contact

06/02/08

Customer Service apologized for problem, told customer
that a TT and complaint would be entered, and suggested to
customer to call LEC again and speak with supervisor
regarding this issue. TT 5216617. Program Manager called
customer and customer said that Relay services have been
working perfectly with everyone eise except this one
woman. Her line has been checked and it was determined
to be in working order but customer believes that it's her
oend since everyone else has not had any further problems
since filing this complaint. Customer appreciated the follow
up.

10/24/07

VCQO customer is unable to reach a relay operator via 711
or by the dedicated VCO toil-free number. Customer also
had static on the line. No follow up requested.

10/24/07

Call was placed approximately at 8:45 pm on 10/24/07.
Customer Service apologized for the prablem and informed
customer to contact their local phone company for the static
and connecting to 711 problems. Entered in TT #5188045.
Technician did not report a problem. Customer did not
request call back and has not called back it seems this
may have been a LEC Issue.

10/23/07

Customer reports she is unable to reach Relay by dialing
711. Follow up requested.

10/23/07

Customer Service apologized. Ticket 5177640 was opened.
Contacted customer and she said that in the past, her
daughter had not been able to get through to 711 from her
home phone but lately, has been able to some of the time.
Customer and daughter's phone lines have been checked
and everything checked out okay. Gave customer the 800
MS Relay number for her daughter to use instead of using
the 711 number. Customer appreciated the follow up.




A VCO customer has been having trouble with garbling on
most calls. She aiso reports that when she calls people, the

Customer Service apologized and explained how to turn off
turbocode on her machine. Called back through relay for
test call and garbling was still occurring. | also had a hard

09/27/07 : 09/27/07 time hearing her. Opened TT 5005687. Program Manager
.
o:ézz::;pames ofien cannot hear her well. Follow-up foliowed up with the VCO customer on 9/28, 10/14 and 11/9
. but there was no answer. Unable to follow up with customer
to sea if the problem has been resolved.
. . Re-routed to the correct call center. Coached CA not to
09/17/07 Agent keeps hanging up in the middle of VCO user's long- 09/17/07 disconnect calls. CA does not remember this call, but

distance calls

understands and would not disconnect customers.
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Complaint Tracking for MS {06/01/2007-05/31/2008}. Total Customer Contacts: 6

Qaiﬂ of Qomglaing

ature of aint

of

ution

12/12/07

TTY user upsel because when trying to call Social Security,
wants to know "Why agent hung up whiie | was typing. very
important business?" Customer does want TTY contact from
Program Manager

12112/07

Customer Service apolagized and told customer that
agent's supervisor would be told of the problem. Agent
does not remember the call but stated it could be due to
techrical difficulhes Supervisor explained to the agent that
 she is having technical difficulties on a call, to immed:ately
get a supervisor to fill out a trouble ticket so the problem
can be researched and resolved.

10/29/07

VCO customer unable to reach MS Relay via 711 or VCO
800 dedicated tine Customer's husband has contacted LEC
who advised there was no problem. VCO customer relies on
her only means of using telephone to communicate.
Customer requests contact.

06/02/08

Customer Service apologized for problem, told customer
that a TT and complaint would be entered, and suggested to
customer to call LEC again and speak with supervisor
regarding this issue. TT 5216617. Program Manager called
customer and customer said that Relay services have been
working perfectly with everyone eise excepl this one
woman. Her line has been checked and it was determined
to be in working order but customer believes that it's her
end since everyone else has not had any further problems
since filing this complaint, Customer appreciated the follow
up.

10/24/07

VCO customer is unabie to reach a relay operator via 711
or by the dedicated VCO toll-free number. Customer also
had static on the line. No follow up requested.

16/24/07

Call was placed approxirnately at 8:45 pm on 10/24/07,
Customer Service apologized for the probiem and informed
customer to contact therr iocal phone company for the static
and connecting to 711 probiems. Entered in TT #5188045.
Technician did not report a problem. Customer did not
request tall back and has not called back. il seems this
may have been a LEC 1ssue.

10/23/07

Customer reports she is unable to reach Relay by dialing
711. Follow up requested.

10/23/07

Customer Service apologized. Ticket 5177640 was opened.
Contacted customer and she said that in the past, her
daughter had not been able to get through to 711 from her
home phone but lately, has been able to some of the time.
Customer and daughter's phone lines have been checked
and everything checked out ckay. Gave customer the 800
MS Relay number for her daughter to use instead of using
the 711 number. Customer appreciated the follow up.




A VCO customer has been having troubie with garbling on
most calis. She also reports that when she cails people, the

Customer Service apologized and explained how to tumn off
turbocode on her machine. Called back through relay for
test call and garbling was stll occurnng. | also had a hard

09/27/07 A 09/27/07 time heanng her. Opened TT 5005687 Program Manager
::Jques:;’parﬁes often cannot hear her well Follow-up followed up with the VCO customer on 9/28, 10/14 and 11/9
’ but there was no answer Unable to foliow up with customer
to see if the problem has been resalved.
. . . , Re-routed to the correct call center. Coached CA not to
00/17/07 Agent keeps hanging up in the middle of VCO user's long- 0917/07 disconnect calls. CA does not remember this call, but

distance caits.

understands and would not disconnect customers.
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Complaint Tracking for MS (06/01/2007-05/31/2008). Total Customer Contacts: 6

Date of Complaint

Nature of Complaint

Date of Resolution

Explanation of Resolution

12112007

TTY user upset because when trying to call Social Secunty,
wants to know "Why agent hung up while | was typing, very
important business?” Customer does want TTY contact from
Program Manager.

1212/07

Customer Service apologized and told customer that
agent's supervisor would be told of the problem. Agent
does not rermember the cafl but stated it could be due to
technical difficulties Supervisor explained to the agent that
if she is having technical difficulties on a call, to immediately
get a supervisor to fill out a trouble ticket so the problem
can be researched and resolved

10/29/07

VCO customer unable to reach MS Relay via 711 or VCO
800 dedicated line. Customer's husband has contacted LEC
who advised there was no problem. VCO customer relies on
her only means of using telephone to communicate
Customer requests contact.

06/02/08

Customer Service apologized for problem, told customer
that a TT and complaint would be entered, and suggested to
customer to calt LEC again and speak with supervisor
regarding this issue. TT 5216617. Program Manager calied
customer and customer said that Relay services have been
working perfectly with everyone else except this one
woman, Her line has been checked and it was determined
to be in working order but customer believes that it's her
end since everyone else has not had any further probiems
since filing this complaint. Customer appreciated the follow
up.

10/24/07

VCO customer is unable to reach a relay operator via 711
or by the dedicated VCO toli-free number, Customer also
had static on the ine No follow up requested.

10/24/07

Call was placed approximately at 8:45 pm on 10/24/07.
Customer Service apologized for the problem and informed
customer to contact their local phone company for the static
ang connecting to 711 problems. Entered in TT #5188045.
Technician did not report a problem. Customer did not
request cail back and has not called back. It seems this
may have been a LEC issue.

10/23/07

Customer reports sha is unable to reach Relay by dialing
711. Follow up requested,

10/23/07

Customer Service apoicgized. Ticket 5177640 was openad.
Contacted customer and she said that in the past, her
daughter had not been able to get through to 711 from her
home phone but iately, has been able 10 some of the time.
Customer and daughter's phone lines have been checked
and everything checked out okay Gave customer the 800
MS Relay number for her daughter to use instead of using
the 711 number. Customer appreciated the foltow up.




A VCO customer has been having trouble with garbling on
most calls. She also repors that when she calls people, the

Customer Service apologized and explained how to turn off
turbocode on her machine. Called back through ralay for
test call and garbling was stll occurnng. | also had a hard

09/27/07 09/27/07 time hearing her Opened TT 5005687. Program Manager
!
?:t:oe:::dpames often cannat hear fier weli Follow-up followed up with the VCO customer on 9/28, 10/14 and 11/9
9 ’ but there was no answer. Unable to follow up with customer
to see If the probtem has been resolved.
. . , Re-routed to the correct catl center. Coached CA not to
09117107 Agent keeps hanging up in the middie of VCO user's long- 09/17/07 disconnect calls, CA does not remember this call, but

distance calls.

understands and would not disconnect customers.
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Complaint Tracking for MS (06/01/2007-05/31/2008). Total Customer Contacts: 6

Date of Complaint

Nature of Complaint

Date ot Resolution

Explanation of Resolution

1211207

TTY user upset because when trying to call Social Security,

wants to know "Why agent hung up while | was typing, very

important business?" Customer does want TTY contact from
Program Manager

12/12/07

Customer Service apolegized and told customer that
agent's supervisor would be {old of the problem. Agent
does hot remember the call but stated it could be due to
technicai difficulties. Supervisor explained to the agent that
if she 1s having technical difficulties on a cali, to iImmediately
get a supervisor to fill out a trouble ticket so the problem
can be researched and resolved.

10/29/07

VCO customer unable to reach MS Relay via 711 or VCO
800 dedicated Iine. Customer’s husband has contacted LEC
who advised thare was no problem. VCO customer relies on
her only means of using telephone to communicate.
Customer requests contact

06/02/08

Customer Service apologized for problem, told customer
that @ TT and complaint would be entered, and suggested to
customer to call LEC again and speak wth supervisor
regarding this issue. 1T 5216617 Program Manager called
customer and customer said that Relay services have been
working perfectly with everyone else except this one
woman. Her hine has been checked and it was determined
to be in working order but customer believes that it's her
end since everyone efse has not had any further problems
since filing this complaint. Customer appreciated the follow
up

10/24/07

VCO customer 1s unable to reach a relay operator via 711
or by the dedicated VCO toll-free number. Customer alsg
had static on the line. No foilow up requested.

10/24/07

Call was placed approximately at 8:45 pm on 10/24/07.
Customer Service apologized for the probiem and informed
customer to contact their local phone company for the static
and connecting to 711 problems. Entered in TT #5188045.
Technician did not report a problem. Customer did not
request call back and has not called back. It seems this
may have been a LEC issue.

10/23/07

Custormer reports she is unable to reach Reiay by dialing
711. Follow up requested.

10/23/07

Customer Service apologized. Ticket 5177640 was opened.
Contacted customer and she said that in the past, her
daughter had not been able to get through to 711 from her
home phone but lately, has been able to some of the tme.
Customer and daughter's phone lines have been checked
and everything checked out okay. Gave customer the 8§00
MS Relay number for her daughter fo use instead of using
the 711 number. Customer appreciated the follow up.




09/27/07

A VCO customer has been having trouble with garbling on
most calls. She also reports that when she calls people, the
outbound parties often cannot hear her well Fallow-up
requested

09/27/07

Customer Service apologized anc explained how to turn off
turbocode on her machine. Called back through relay for
test call and garbling was still occurnng. | also had a hard
time hearing her. Opened TT 5005687 Program Manager
followed up with the VCO customer on 9/28, 10/14 and 11/8
but there was no answer. Unable to folfow up with customer
to see f the problem nas been resolved

09/117/07

Agent keeps hanging up in the middle of VCO user's long-
distance calls.

09/17/07

Re-routed to the correct call center. Coached CA not to
disconnect calis CA does not remember this c¢all, but
understands and would not disconnect customers.
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Mississippi Public Service Commission

LYNN CARLISLE
UNION CHURCH - FIRST DISTRICT SENIOR ATTORNEY
BRANDON PRESLEY, Vice-Chairman JOEL BENNETT, om
NETTLETOM - THIRD OITIUCY FINANCE & PERSONNEL
LEONARD L. BENTZ, Commissioner BRIAN U. RAY MARK McCARVER 0R.
BILOXI ~ SECOND DISTRICT EXECATIVE SECRETARY GAS PIPELINE SAFETY
(601)961-5400
June 19, 2009
\ﬁ

Office of the Secretary '

Federal Communications Commission

445 12™ Street, SW

Washington, DC 20554

Re: TRS 55-02

Mississippi Complaint Log Surnmary

Dear Secretary:

Pursuant to FCC rules, more specifically CG Docket No. 03-123 regarding
Telecommunications Relay Service, please find for review the following:

- Annual Complaint Log for June 1, 2008 to May 31, 2009
Should additional information be needed please let me know.

Respectfully submitted,
v S

rian U. Ray, Executive
Mississippi Public Service Commission

$01 N. WEST STREET. SUITE 201-A, JACKSON, MIBSISSIP;
F.0. BOX 1174 JACKSON, MISSHSWP! 30215-1174
FAX (801) 9815400
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Complaint Tracking for Mississippi (06/01/2008-05/31/2009). Total Customer Contacts: 4

of .

Customer said that the agant hung up whila the user was typing
and whils reading 1o other party. cUltomawauldllkomomtahdmr
and reprimandsd.

Date of Resoiition

computer went biue and disconnected both parties. The message on the
screen said the system was doing a “Physical Memory” dump. This was
a 1echnical issue and not agent enor. No action taken.

Mu’—uiuippi voice customer was spaaking to a Hard of Hearing

of his via relay. The voice caller was continuaily rebuked for
asking if the caller was typing, sinca thers were vary iong pauses. At ane
nt the operator snapped, “Na, they arsn't saying anything. | only read
they type!" The operatar then disconnected the call without any

ing. | apologized for the rudenass. No jollow-up was requasted.

10/30/08

ssigsippi voice customar caling a chent, compisined that the
Mississippi brochure says cali 1o 711 10 reach anyone via MSRS, but
sha doss that the operators tell har tha! she cant use Cap Tel this
. Than when they transter her, sha gets disconnectad. | apolagized
‘Jand varitiad that the brochure doss not list the Caplel contact number
operator access or CapTel Customer Servics. 1 et customer know |
inform the Program Manager of this issue. No follow-up contact

s ——————
01/12/08

10/30/08 A 1eam leader met with the agent and coached them on
propet disconnact proceduras and providing quality cusiomes service
Iwith a positive attitude. The agem understands that any lurther
occurrences may result in a level o! CAP or termination.

Mississippi Account Manager was made aware of the issue and will
clarify it in naxt printing of Mississippi Relay brochures.

' medqmm Information

01/30/08

...
- -t
-




Mississippi Public Service Commission

BRANDON PRESLEY, Chairman KATHERINE COLLIER
NETTLETON ~ THIRD DISTRICT ATTORNEY

LYNN POSEY, Vice-Chairman JOEL BENNETT.om
UNION CHURCH - FIRST DISTRICT FINANCE & PERSONNEL
LEONARD L. BENTZ, Commissioner BRIAN U. RAY MARK McCARVER oin.
SILOXI ~ SECOND DISTRICT EXECUTIVE SECRETARY GAS PIPELINE SAFETY

(001)961-5400

June 29, 2010

Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" St., SW/Room TW-B204
Washington, DC 20554

Re: TRS 55-02
Mississippi Complaint Log Summary

Dear Ms. Dortch:

Pursuant to FCC rules, more specifically CG Docket No. 03-123 regarding
Telecommunications Relay Service, please find for review the following:

- Annual Complaint Log from June 1, 2009 to May 31, 2010

Should you need additional information please let me know.

Respectfully sut:mitted%
G sﬁf

rian U. Ray, Executive
Mississippi Public Service Commission

Cc: Mark Stone

Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12" St., SW

Washington, DC 20544

501 N WESY STREET, SUITE 201-A, JACKSON, MISSISSIPP 30201
PO BOX 1174 JACKSON, MISSISSIPP! 392151174
FAX {801) 961-5480
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Complaint Tracking for MS (06/01/2009-05/31/2010). Total Customer Contacts: 8

"Bote of JExpinelion of ReeORAION
Resolution
1 Cusiomer e Communication Ase 3 ] 020310 | The Communicalion ASsisiant el was noted in thws Compiaint |
p on them, and did not dial the outbound. The Supervisor was not scheduled 10 work on this dey.
pologized, and no follow up was requasied.
'one - Nok heard DZI0BI10 ] A Customer reported NO iél 10ne ON Thew CapTal. A GUSIOMer

Service Representative advised the customer to perform o
physicat reset. This resoived the cusiomer's sxperiencs.

Wm-mm V27310 | A customer Caled and said hal thew Cap Tl wae Fozen, and. |
there was no dial fone. A Customer Service Represeniative

advised the customer 1o performn a physical reset. This resoived
the customer's experiencs.

] 1o meke cal FOTIS0R0 | A cusiomer reporied thet & e NOtCe Sppeered on thewr
CapTel phone whils meking an outbound Federsi CapTel cail.
Technical support made an adjusiment 1o remedy this problem,
and this rescived the maiter. A Customer Service
imwmmmanmmm

calls.
Customer said that 11008 | not X
tude. and hung up on tham. Apologized, and said that but would never do that 1o a cusiomer. The Customaer Assistant
information would be forwarded 10 the sppropriate has beent coached to shveys have s cheeriul disposition, and to
. The customer would like s follow up letter. be poiite 1o the customer. The Communication Assistant
understood.

Dete Genersted: Thu, Jun. 17th, 2010 @ 09:21:58 AMCT
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